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Communications Update



Communications Update

Å Types of Communications

ï Emergency announcements

ï News and information

ï Community engagement 

ï Vision and goals

Å Goals

ï Explain clearly what is happening in Norwalk

ï Share important updates 

ï Clear up confusion / dispel rumors 

Å History

ï Mayor Rilling proposed creating this function 

ï Previously no communications function in Norwalk

ï Council approved, Communications Manager started May 2018

Å Initial Steps

ï Assess the situation 

ï Create protocols 

ï Develop plans 
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Where We Were

Å Did well on some fronts, but there were huge gaps in communications

ï How often was social media used?

ïWhen and where did press releases go out?

ï How accessible was this information?

Å Social Media

ï Used passively with lots of automation 

ï Pages not being monitored and questions going unanswered

Å Public Relations

ï Sporadic outreach 

ï Not tied into City vision 

Å Website

ï Not all that mobile friendly

ï Lacking graphics
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Where We Went

Å Goal

ï Enhance social media and share more with the Norwalk community

Å Tactics

ï Launch Instagram

ï Engage with Community groups

ï Create Brand ambassadors

ï Improve customer service
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Social Media
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In 2005, just 5% of American adults used at least one social media platform. By 

2011 that share had risen to half of all Americans, & today 72% of the public uses 

some type of social media.



Social Media
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7 out of 10 US adults use 

Facebook, with 75% of those users 

visiting at least once per day.

There are substantial age-related 

differences in platform use. This is 

especially true of Instagram and Snapchat.



Enhance Content
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Automated posts with no text, 

caption, or graphics fail algorithms

Text and graphics help amplify messages



Enhance Content
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Automated posts with no text, 

caption, or graphics fail algorithms

Text and graphics help amplify messages
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Launch Instagram

Launched a City of Norwalk 

Instagram page 

(@Norwalk_ct) in               

August 2018.

Allows residents and 

businesses to tag City in 

their posts and stories. 
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Create Ambassadors 

Everyday residents, 

elected officials, 

businesses, community 

leaders can all amplify the 

City of Norwalk.

They can promote pages, 

messages, & information.
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Improve Customer Service

Residents sharing 

comments, questions, or 

concerns and being able to 

readily answer those.

Some also share positive 

feedback and experiences, 

which is shared with 

employees.
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Followers

This chart reflects the 

growth of our audience on 

Facebook, Twitter, and 

Instagram from January 

2018 through October 

2020.

The Cityõs official 

Instagram page launched in 

August 2018.
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Impressions

This chart reflects the 

average number of monthly 

impressions across our 

social media channels from 

January 2018 through 

October 2020.

Impressionsrefer to the 

count of how many times 

content was displayed to a 

user.
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Engagements

This chart reflects the 

average number of monthly 

engagements with our 

audience on our social 

media pages from January 

2018 through October 

2020. 

Engagements can be a like, 

comment, share, click, 

etc. on a given post. 
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Where We Went

Å Goal

ï Improve Public Relations and communications strategies 

Å Tactics

ï Expand proactive media releases

ï Partner with departments to share important work

ï Build relationships with the press 

ï Find new ways to get messages to the community
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Proactive Communications

This chart reflects the 

average number of 

proactive communications 

between January through 

June 2018 and July through 

December 2018.

In this time, outreach per 

month increased by 141 

percent .

Pre-COVID, averaged 6-10 

proactive media releases 

each month.

Average monthly outreach increased by 141%



Expand Media Coverage

Print Broadcast
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